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DETAILED ACTION 



Response to Amendment 



1. This action is responsive to an amendment filed on 12/23/03. Claims 1-31, 33, 35- 
67 and 72-85 are pending. Claims 32, 34 and 68-71 have been cancelled. 



2. Applicant's arguments with respect to claims 1-31, 33, 35-67 and 72-85 have been 
fully considered but they are not persuasive. 

Regarding claim 1, the Applicant argues on page 15, lines 1-5 that Crockett fails to 
teach "quantifying at least one attribute desired by said at least one request". The 
examiner disagrees with this argument. Because, Crockett does teaches quantifying at 
least one skill (i.e., attribute) desired by the at least one request (col. 4, lines 54-67, col. 5, 
lines 1-29). Furthermore, the Applicant also argues on page 15, lines 24, 25 that 
'quantification of attribute(s) of resources desired by a request, beyond mere binary 
quantification, is not taught by Crockett'. The examiner disagrees with this argument. 
Because, the applicant is silent about the phrase 'beyond mere binary quantification' in 
the claimed limitation of claim 1. Thus the rejection of the claim in view of Crockett 
remain. 

Regarding claim 19, the Applicant argues on page 21, lines 13, 14 that Crockett 
fails to teach the added limitation "grading said at least one attribute of each of said 
resources along a scale". The examiner disagrees with this argument. Because, Crockett 
does teach "primary" or "secondary" skills or degree of skills (i.e., grading the at least 
one attribute of each of the resources along a scale) (col. 5, lines 10-15). Thus the 
rejection of the claim in view of Crockett remain. 



Response to Arguments 
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Regarding claim 36, the Applicant argues on page 19, lines 17-21 that Crockett 
fails to teach the added limitation "said means for determining computes a difference 
between the quantified at least one attribute of said resources and the quantified at least 
one attribute desired by said at least one request to identify at least one of said resources 
that is suitable for servicing said at least one request". The examiner disagrees with this 
argument. Because, Crockett does teach the means for determining computes a difference 
between the particular skill group (i.e., quantified at least one attribute) of the agents (i.e., 
resources) and the particular skill group (i.e., quantified at least one attribute) desired by 
the at least one call type (i.e., request) to identify at least one of the agents (i.e., 
resources) that is suitable for servicing the at least one request (fig. 1, fig.2; col. 5, lines 
10-28, 35-38, 46-51, col.8, lines 17-37, 65-67, col.9, lines 1-13). Thus the rejection of the 
claim in view of Crockett remain. 

Regarding claim 60, the Applicant argues on page 26, lines 16-25 that Crockett 
fails to teach the added limitation "said code executable to quantify at least one attribute 
of said resources further includes code executable to quantify "N" number of attributes of 
said resources and code executable to plot said quantified "N" number of attributes within 
an N-dimensional space". The examiner disagrees with this argument. Because, Crockett 
does teach the code executable to quantify at least one attribute of the resources further 
includes code executable to organize two groups (i.e., quantify "N" number) of skills of 
agents (i.e., attributes of the resources) and code executable to plot the organized two 
groups (i.e., quantified "N" number) of skills (i.e., attributes) within an two-dimensional 
arrays (i.e., N-dimensional space) (fig.l, fig.2; col.5, lines 10-28, 35-38, 46-51, col.8, 
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Art Unit: 2645 

lines 17-37, 65-67, col.9, lines 1-13, col.lO, lines 37-44). Thus the rejection of the claim 
in view of Crockett remain. 

Regarding claim 60, the Applicant further argues on page 26, line 33-page 27, line 
3 that Crockett fails to teach the added limitation "said code executable to determine at 
least one suitable resource includes code executable to calculate the distance between 
said quantified "N" number of attributes of said resources and said quantified at least one 
attribute desired by said at least one request to determine at least one suitable resource for 
servicing said at least one request". The examiner disagrees with this argument. Because, 
Crockett does teach the code executable to determine at least one suitable resource 
includes code executable to calculate the distance between the organized two groups of 
skills (i.e., quantified "N" number of attributes) of the agents (i.e., resources) and the 
particular skill group (i.e., quantified at least one attribute) desired by the at least one call 
type (i.e., request) to determine at least one suitable agents (i.e., resource) for servicing 
the at least one request (fig.l, fig.2; col.5, lines 10-28, 35-38, 46-51, col.8, lines 17-37, 
65-67, col.9, lines 1-13). Thus the rejection of the claim in view of Crockett remain. 

Although the claims are interpreted in light of the specification, limitations from 
the specification are not read into the claims. See In re Van Geuns, 988 F.2d 1181, 26 
USPQ2d 1057 (Fed. Cir. 1993). Therefore the examiner has given the claim language its 
broadest reasonable interpretation. 



3. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 
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(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 



4. Claims 1-15, 17, 19-32, 34, 36-40, 42-56, 58, 60, 62-67, 72-76, 78 and 80-85 are 
rejected under 35 U.S.C. 102(b) as being anticipated by Crockett et al. (U.S. Patent No. 
6,044,355). 

Regarding claim 1, Crockett teaches providing a finite number of agents for 
incoming calls (abstract; col. 4, lines 54-67; 'agents' reads on the claim 'resources' and 
'incoming calls' reads on the claim 'servicing requests'). 

Crockett further teaches quantifying at least one skill of the agents (abstract; 
col.4, lines 54-67; 'skill' reads on the claim 'attribute' and 'agents' reads on the claim 
'resources'). 

Crockett further teaches receiving at least one request for at least one of the agents 
(abstract; col.4, lines 54-67; 'agents' reads on the claim 'resources'). 

Crockett further teaches quantifying at least one skill desired by the at least one 
request (col.4, lines 54-67, col. 5, lines 1-29; 'skill' reads on the claim 'attribute'). 

Crockett further teaches based at least in part on the quantifying steps, determining 
at least one suitable agent for servicing the at least one request (col.4, lines 54-67, col. 5, 
lines 1-29; 'agent' reads on the claim 'resource'). 

Regarding claims 2, 20, 44 and 64, Crockett teaches that the resources include 
agents within a telephony call center (col.4, lines 54-67, col. 5, lines 1-29). 

Regarding claims 3, 21, 45 and 65, Crockett teaches that the at least one request 
includes a request from a caller to a telephony center (col. 5, lines 5-29). 



States. 
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Regarding claims 4, 22, 46 and 66, Crockett teaches that the agents include 
resources within a computer system (fig, 1 ; col.4, lines 54-67, col.5, lines 1-29, 35-38; 
'agents' reads on the claim 'resources'). 

Regarding claims 5, 23, 47 and 67, Crockett teaches that the agents include 
resources selected from the group consisting of skills (fig.l, fig.2; col.4, lines 54-67, 
col.5, lines 1-29; 'agents' reads on the claim 'resources' and 'skills' reads on the claim 
'data input resources, data output resources, data storage resources, and data processing 
resources'). 

Regarding claims 6 and 24, Crockett teaches quantifying two or more skills of the 
agents (col.4, lines 54-67, col.5, lines 1-29; 'skills' reads on the claim 'attributes' and 
'agents' reads on the claim 'resources'). 

Regarding claims 7, 25 and 48, Crockett teaches quantifying "N" number of skills 
of the agents (col.5, lines 5-29; 'skills' reads on the claim 'attributes' and 'agents' reads 
on the claim 'resources'). 

Regarding claims 8, 26 and 49, Crockett teaches plotting the quantified "N" 
number of attributes within an N-dimensional space (fig.l, fig.2; col.5, lines 10-28, 35- 
38, 46-51, col.8, lines 17-37, 65-67, col.9, lines 1-13, col. 10, lines 37-44). 

Regarding claims 9, 27 and 50, Crockett teaches plotting the quantified at least one 
attribute desired by the at least one request within the N-dimensional space (fig.l, fig.2; 
col.5, lines 10-28, 35-38, 46-51, col.8, lines 17-37, 65-67, col.9, lines 1-13, col.10, lines 
37-44). 

Regarding claims 10, Crockett teaches calculating the distance between the 
quantified "N" number of attributes of the resources and the quantified at least one 
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attribute desired by the at least one request to determine at least one suitable resource for 
servicing the at least one request (fig.l, fig.2; col.5, lines 10-28, 35-38, 46-51, col. 8, lines 
17-37, 65-67, col.9, lines 1-13). 

Regarding claims 1 1, 29, 52 and 72, Crockett teaches determining the at least one 
suitable agent from agents then available to immediately service the at least one request 
(col.4, lines 54-67, col.5, lines 1-29; 'agent' reads on the claim 'resource'). 

Regarding claims 12, 30, 53 and 73, Crockett teaches determining the at least one 
suitable agent from all of the agents (col.4, lines 54-67, col.5, lines 1-29; 'agent' reads on 
the claim 'resource'). 

Regarding claims 13, 31, 54 and 74, Crockett teaches that the at least one attribute 
includes at least one skill possessed by the agents (col.5, lines 5-29; 'agents' reads on the 
claim 'resources'). 

Regarding claims 14, 55 and 75, Crockett teaches that the at least one attribute 
includes at least one functional capability possessed by the agents (col.5, lines 5-29; 
'agents' reads on the claim 'resources'). 

Regarding claims 15, 17, 32, 34, 56, 58, 76 and 78, Crockett teaches "primary" or 
"secondary" skills or degree of skills (i.e., grading the at least one attribute of each of the 
resources along a scale) (col.5, lines 10-15). 

Regarding claim 19, Crockett teaches quantifying at least one functional skill of 
the agents, wherein the quantifying the at least one functional skill of the agents including 
"primary" or "secondary" skills or degree of skills (i.e., grading the at least one attribute 
of each of the resources along a scale) (abstract; col.4, lines 54-67, col.5, lines 10-15; 
'skill' reads on the claim 'attribute' and 'agents' reads on the claim 'resources'). 
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Crockett further teaches receiving at least one request for the at least one 
functional skill (abstract; col.4, lines 54-67; 'skill' reads on the claim 'attribute 5 ). 

Crockett further teaches quantifying the at least one functional skill desired by the 
at least one request wherein the quantifying the at least one functional skill desired by the 
at least one request including "primary" or "secondary" skills or degree of skills (i.e., 
grading the at least one attribute of each of the resources along a scale) (abstract; col.4, 
lines 54-67, col. 5, lines 1-29; 'skill' reads on the claim 'attribute'). 

Crockett further teaches based at least in part on the quantifying steps, determining 
at least one suitable agent for servicing the at least one request (col.4, lines 54-67, col.5, 
lines 1-29; 'agent' reads on the claim 'resource'). 

Regarding claim 36, Crockett teaches gradationally quantifying at least one skill of 
the agents (abstract; col.4, lines 54-67; 'skill' reads on the claim 'attribute' and 'agents' 
reads on the claim 'resources'). 

Crockett further teaches receiving at least one request for at least one of the agents 
(abstract; col.4, lines 54-67; 'agents' reads on the claim 'resources'). 

Crockett further teaches gradationally quantifying at least one skill desired by the 
at least one request (col.4, lines 54-67, col.5, lines 1-29; 'skill' reads on the claim 
'attribute'). 

Crockett further teaches determining at least one suitable agent for servicing the at 
least one request based at least in part on the at least one quantified attribute of the agents 
and the at least one quantified attribute desired by the at least one request, wherein the 
means for determining computes a difference between the particular skill group (i.e., 
quantified at least one attribute) of the agents (i.e., resources) and the particular skill 



Application/Control Mmiber: 09/689,48 1 V Page 9 

Art Unit: 2645 

group (i.e., quantified at least one attribute) desired by the at least one call type (i.e., 
request) to identify at least one of the agents (i.e., resources) that is suitable for servicing 
the at least one request (fig.l, fig.2; col.4, lines 54-67, col.5, lines 10-28, 35-38, 46-51, 
col. 8, lines 17-37, 65-67, col.9, lines 1-13; 'agent' reads on the claim 'resource'). 

Regarding claim 37, Crockett teaches quantifying at least one skill of the agents 
includes a computer processor executing computer software code (abstract; col.4, lines 
54-67, col. 10, lines 49-65; 'skill 5 reads on the claim 'attribute' and 'agents' reads on the 
claim 'resources'). 

Regarding claim 38, Crockett teaches quantifying at least one skill desired by the 
at least one request includes a computer processor executing computer software code 
(abstract; col.4, lines 54-67, col. 10, lines 49-65; 'skill' reads on the claim 'attribute'). 

Regarding claim 39, Crockett teaches that the determining means includes a 
computer processor executing computer software code (col. 10, lines 49-65). 

Regarding claim 40, Crockett teaches that the receiving means includes a 
connection to a network (col.5, lines 18-22). 

Regarding claims 42 and 62, Crockett teaches that the receiving means includes a 
switching system (col.4, lines 54-67, col.5, lines 1-29). 

Regarding claims 43 and 63, Crockett teaches that the switching system includes 
an ACD/PBX (col.3, lines 16-21, col.4, lines 54-67, col.1-29). 

Regarding claim 60, Crockett teaches connection to a network capable of 
receiving at least one request for at least one of the agents (col.5, lines 5-22; 'agents' 
reads on the claim 'resources'). 
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Crockett further teaches memory for storing computer executable program code, 
wherein the computer executable program code includes code executable to quantify at 
least one attribute of the agents, code executable to quantify at least one skill desired by 
the at least one request, and code executable to determine at least one suitable resource 
for servicing the at least one request based at least in part on the at least one quantified 
attribute of the agents and the at least one quantified skill desired by the at least one 
request (abstract; col.4, lines 54-67, col.5, lines 1-29, col. 10, lines 49-65; 'agents' reads 
on the claim 'resources' and 'skill' reads on the claim 'attribute'). 

Crockett further teaches the code executable to quantify at least one attribute of the 
resources further including code executable to organize two groups (i.e., quantify "N" 
number) of skills of agents (i.e., attributes of the resources) and code executable to plot 
the organized two groups (i.e., quantified "N" number) of skills (i.e., attributes) within an 
two-dimensional arrays (i.e., N-dimensional space) (fig.l, fig.2; col.5, lines 10-28, 35- 
38, 46-51, col.8, lines 17-37, 65-67, col. 9, lines 1-13, col. 10, lines 37-44). 

Crockett further teaches that the code executable to quantify at least one attribute 
desired by the at least one call type (i.e., request) further includes code executable to plot 
the particular skill (i.e., quantified at least one attribute) desired by the at least one 
request within the two-dimensional arrays (i.e., N-dimensional space) (fig.l, fig.2; col.5, 
lines 10-28, 35-38, 46-51, col.8, lines 17-37, 65-67, col.9, lines 1-13, col. 10, lines 37-44). 

Crockett further teaches the code executable to determine at least one suitable 
resource includes code executable to calculate the distance between the organized two 
groups of skills (i.e., quantified "N" number of attributes) of the agents (i.e., resources) 
and the particular skill group (i.e., quantified at least one attribute) desired by the at least 
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one call type (i.e., request) to determine at least one suitable agents (i.e., resource) for 
servicing the at least one request (fig. 1 , fig.2; col.5, lines 10-28, 35-38, 46-51, col.8, 
lines 17-37, 65-67, col.9, lines 1-13). 

Crockett further teaches processor for executing the computer executable program 
code (col. 10, lines 49-65). 

Regarding claim 80, Crockett teaches quantifying at least one attribute desired by 
the at least one request comprises utilizing skill profile (i.e., at least one selected from the 
group consisting of: demographics information, a profile for a requestor, and interactive 
voice response (IVR) interaction with the requestor) (col. 2, lines 65-67, col.5, lines 5-29). 

Regarding claims 81 and 84, Crockett teaches receiving a target value of the at 
least one attribute desired by the at least one request and a simulator (i.e., close_match 
modifier) that indicates the closeness of the quantified at least one attribute of the 
resources to the target value that is suitable for servicing the at least one request (col.5, 
lines 5-29, col.6, line 37-col.7, line 2). 

Regarding claims 82 and 83, Crockett teaches that quantifying at least one attribute 
desired by the at least one request comprises using information in a profile for a requestor 
of the at least one of the resources for performing the quantifying for a request from the 
requestor (col. 2, lines 65-67, col.5, lines 5-29, col.6, line 37-col.7, line 2). 

Regarding claim 85, Crockett teaches receiving a simulator (i.e., close_match 
modifier) that indicates how close the quantified at least one functional attribute of the 
resources has to be to the quantified at least one functional attribute desired by the at least 
one request in order to be suitable for servicing the at least one request (col.5, lines 5-29, 
col.6, line 37-col.7, line 2). 
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Claim Rejections - 35 USC §103 

5. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

6. Claims 16, 18, 33, 35, 57, 59, 77 and 79 are rejected under 35 U.S.C. 103(a) as 
being unpatentable over Crockett et al. (U.S. Patent No. 6,044,355) and in view of Raman 
et al. (U.S. Patent No. 5,572,625). 

Regarding claims 16, 18, 33, 35, 57, 59, 77 and 79, Crockett fails to teach "said 
scale is of 0 to 100". Raman teaches that the scale is of 0 to 100 (fig.5a, fig.5b; col. 8, 
lines 57-67, col.9, lines 1-41). Thus, it would have been obvious to one of ordinary skill 
in the art at the time the invention was made to modify Crockett to allow scale being of 0 
to 100 as taught by Raman. The motivation for the modification is to have doing so in 
order to provide the quantification of the capability of the attributes. 

7. Claims 41 and 61 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Crockett et al. (U.S. Patent No. 6,044,355) and in view of McPartlan et al. (U.S. Patent 
No. 6,584,191). 

Regarding claims 41 and 61, Crockett fails to teach "network is selected from the 
group consisting of public switched telephony network (PSTN), local area network 
(LAN), wide area network (WAN), the Internet, an Intranet, or any combination thereof. 
McPartlan teaches that the network is selected from the group consisting of public 
switched telephony network (PSTN), local area network (LAN), wide area network 
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(WAN), the Internet, an Intranet, or any combination thereof (abstract; fig.2, fig.3; col.6, 
lines 63-67, col.7, lines 1-20, col.8, lines 23-34). Thus, it would have been obvious to one 
of ordinary skill in the art at the time the invention was made to modify Crockett to allow 
the network being selected from the group consisting of public switched telephony 
network (PSTN), local area network (LAN), wide area network (WAN), the Internet, an 
Intranet, or any combination thereof as taught by McPartlan. The motivation for the 
modification is to have doing so in order to provide the network suitable for the system. 

Conclusion 

8. THIS ACTION IS MADE FINAL. Applicant is reminded of the extension of 
time policy as set forth in 37 CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1.136(a) will be calculated from the mailing date of the 
advisory action. In no event, however, will the statutory period for reply expire later than 
SIX MONTHS from the mailing date of this final action. 

9. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Md S Elahee whose telephone number is (703) 305-4822. 
The examiner can normally be reached on Mon to Fri from 8:30am to 5:00pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (703) 305-4895. The fax phone numbers for the 
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organization where this application or proceeding is assigned are (703) 872-9306 for 
regular communications and for After Final communications. 

Communications via Internet e-mail regarding this application, other than those 
under 35 U.S. C. 132 or which otherwise require a signature, may be used by the applicant 
and should be addressed to [shafiulalam.elahee@uspto.gov]. 

All Internet e-mail communications will be made of record in the application file. 
PTO employees do not engage in Internet communications where there exists a 
possibility that sensitive information could be identified or exchanged unless the record 
includes a properly signed express waiver of the confidentiality requirements of 35 
U.S.C. 122. This is more clearly set forth in the Interim Internet Usage Policy published 
in the Official Gazette of the Patent and Trademark on February 25, 1997 at 1 195 OG 89. 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is (703) 305- 
4750. 

Any response to this action should be mailed to: 
Box AF 

Commissioner of Patents and Trademarks 
Washington, DC 20231 
or faxed to: 

(703) 308-5397(for formal communications intended for entry; please mark 
"EXPEDITED 

PROCEDURE") 

(703)306-5406(for informal or draft communications, such as proposed amendments 

to be 
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discussed at an interview; please label such communications "PROPOSED" or 
"DRAFT") 

or hand-carried to: 

Crystal Park Two 
2121 Crystal Drive 
Arlington. VA. 
Sixth Floor (Receptionist) 

MD SHAFIUL ALAM ELAHEE 
March 20, 2004 



SUPERS 




